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Dear Ms. Dortch, 

FAX: (404) 656-2341 
www.psc.state.ga.us 

The Georgia Public Service Commission respectfully submits the enclosed complaint log in 
connection with the provisioning of Telecommunications Relay Service pursuant to Section 
64.604(c)(ii) of the FCC's rules. Hamilton Relay, with corporate offices located at 1001 12th 

Street, Aurora, NE 68818, is under contract with the State of Georgia to provide 
Telecommunications Relay Service. 

Hamilton tracks all complaints and all other customer service activity for the State of Georgia. 
, Georgia's complaint summary is associated with the following database categories: 

• Miscellaneous External Complaints 
• CA Hung Up on Caller 
• Miscellaneous Service Complaints 

Hamilton processes any complaint, which originates via e-mail, fax, telephone, regular mail, 
outreach events, at the workstation, etc. Those complaints and resolutions are reflected in this 
report. Hamilton normally provides a resolution to all complaints within 72 hours. The 
complaints enclosed are resolved. 

Georgia Relay has received a total of 10 complaints in violation of FCC mandatory minimum 
standards for the time period June 1, 2012 through May 31, 2013. 

Please feel free to contact me at 404-656-0995 or Dixie Ziegler with Hamilton Relay at 800-618-

::~~7: any ~ions regardffig ilie above. 

aelRusse~ 
TRS Coordinator 
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Customer stated that 
CA did not provide )6/7/2012 

CA number. 

1 ~Justomer stated that 
6/7/2012 
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6/26/2012 

1 vustomer stated the 
7/17/2012 

information to the technical department. The 
department verified that the CA that placed 

the customer, did provide their CA 

have the technical department look into it and see 
was happening when she is trying to p!ace a 

call. Customer called into relay and customer 
Service watched call as it was processed. A!llong 
distance calls go straight to a recording stat:ng that 
this phone line has a past due amount. Due to the 
customer's past due amount with phone company, 
long distance calls are being blocked by the phone 
company from the customers phone number. 

customer of the issue and asked them to 

Customer Service apologized and stated the relay 
was a free service. Customer Service also informed 

I customer that the only calls that are billed through 
are long distance calls. Customer Service 

explained that the relay does not handle the 
of long distance calling, that this occurs with 

Customer understood. 
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Customer Service explained that the information 
56658 19/11/2012 15053 I Kim I Kim !information from the 19/11/2012 I no longer available for the CA to retype. Customer 

became upset and hung up. 

Customer Service apologized and offered a~ update I Service Complaints • 
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time. 
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Customer Service apologized and requested a copy 

the bill for possible reimbursement. Customer I Service Complaints • 
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Georgia Cap Tel FCC Complaint Report 6/1/2012 to 5/31/2013 

Billing R advised customer's son to confirm 
correct PIC code with telephone company 
and contact Cap Tel Customer Service so 
CSR can update customer's registration. 

48 hours ILV 


